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1. UWINSS| O| 82|32 otEd, s, Z 2 o|LCt.
SH|O|X| : http://uwins.ulsan,ac.kr
2. UWINS| 0| 82|32 u¥, A3, =1, Qe ZAr, AR, Q[F ¢l O|Ct

S4AOiSt ZH 0| X| : http://uwin.ulsan,ac.kr
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= g7ts 22te) HFGMHA FE FEalls medstn 22l WFMH[A
ZEO0| nADEE X080 O[X|= FeE ZAStLAL offh O|E 28] AH|A
SO 2ot MAHAFTE Effjz 22t d-8MHA B2 ddafls 2785t 2242
A8 MHA EEE FE10 Ol2fet 22150 nATE T o|82|=0 O/X|= F
RE ABoIRULCL AMEXOA HIEls WAFEE= =222 A-MH[A LE0
SiEstl, =22tel dei2 NS ECHeE oA FETE A|AHEZ MH[A 2P 0fA
SHMH QI A2 ot

Negash 5(2003)2 dEE ZFEI A|2H FEHO0| MHA 2FH ZFRQALE=E
A A

A8t Hton o[of o MEX 2/(2003)= YESEI ALE SEO| AMH|
=20 J= oK1 ASS ESoHRALE

= A7E 22t AFAM MEA FE, A2 2, IA4TF J2(1 HE 2
Molg2lk 2 1 Aot HE5HACE

, Gronroos(1984)9]

2HE 1} Parasuraman et al. (1988)2| ZHAMO|LCt Gronroose= AH|A ZEZE0| F 7K

ANHez F-EEO ALk HJUALCH St 7]=H FE(technical quality) 2 A
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Aot FEE2 Al2H- 2010 30| BHYE|EE M QStJACt MH[AZH
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ME|E, SEY 27t Xt AFE AR oOiSHR| 80 MH|ATE O|R0{X|= 222

CHet G MH| ALl EEE DS QALS S F7tet 37tX| Xt 2 4 &L
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Nielsen(1993)2 AL HE|HZ2 Fd%ts RS2 St580|/d(easy to learn),
| 22d(efficient to use), 7|Y42| E0[|4(easy to remember), & 2F9|
2t(few errors), 12|11 M| F0f CHEt T & (satisfaction of goods)s 22 & BtCt.
ots 80|92 AREAL BHY MH|AOo| ALBHEES Ot A B2 =+
g Y 12 ALA7L HHEY MH|AQ| AL
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ME'2 HO| (Davis.1989)5} 1 X} SHC},

—

—

—

—

g
7|=0| CHst == AEO|CE Lederer et al. (2000)2} Lin&Lu(2000) ¥ = S84

x| 20| Dol EfE et Bo| MK AFBO| ROl Y2 O|X

2|
ek Cheiah 22 7k

Davis(1989)= 2/X|& &0|d0| 2IX|& 7&4
DXl &8
Zt
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=
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4.2.6 1nZHUZF1} x10| 2| =o| A
NAHAE2 OPAEO| AN 01 St 7HE2| StLEA o8] 200 ZA
st AT 2 FH 0|, OpA Y ZOFF Tk OfL|2t HF0ME IAT=0| ALtof
> Lt

e S4d&E, Wo|E2=ete HA=EA0 EWF 2 O4:rl7f 0|—?—017(1 L
Oliver(1980)= 7|CHQt =YX a2/ Tt
SHen 1 A AH[AF BEEO] FOf = EH501|
AL POl [etol=o| Feks 0O|X 22

HFTH21(2003)2] EHEY QU MH|AFZEO| 0A0H=0t 1Ho| 2|0 FeS O|X]|
2000 2ot A0 2HHY QU MH|AO| AFEX} BHEET X{O| 8= 0f F2
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™
1

(2009)= O[E °|=F LMo &FO|Lt AMH[A0 CHgt E7t
HE8H HE3at QXY HSS HE2=Z O CHof Cet Ef = %
WS 2 LIEfLH= 7HRel AE 8 ofX|z Felstrf Lol

Jielo] A=stALE Z|tiske Oj2fe| HSO[H, ofist &elof U
ote{ of ALt Bt SHX| = o= 2 Fe| etth(Wu, 2006).
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Frazier(1983)2| AF0M= LAMO|A X|ZtEl 7tAHO| X|Z& MHA F
YA 2EHF0| Aen, Mu[A EFO ALl D ME|A K|S ALO|S] 224
&2 Ao dgs O FHSIRALE 22|10 2H|[XHS0] =7 2HEO
2~H[XS2| MO|E2=0 FeFsS DIXH LZ0| MH|A0 HZFSIH O
of dg= 0/ Mo|82=E =& Chs AMZEO0| Bitner(1990)2 ¢70fA]
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X 2@2015)= AFEAN RS ZEUSZE ot ADESAHOMH[A 82|29
TEEY TN Y8R ES 800 EHAM e Huld, A 2sdl
D7 == MO[E2 =0 25 F(+)2 = DlXl= NS 2SI RALE W2t Tt

o =
Z40|C}
43 HEO| Ho| U H5H A=
<H 6> AFEEo 19 24
T8 2= =2 2HEH
MH[|A M| 3 Groons2tParasuraman et al.  A.Parasuraman,
=3 OINt AE 2 Valarie A.Zeithaml, and Leonard L.Berry(1985)
SEd 2 10702 T+ X}, PBZO| SERVQUALE &
Negash &(2003)
INESY= Hald 3 Davis, Bagozzi and Warshaw(1989) TAM Z2H.
=3 84 3
= 3 Westbrook, Oliver (1981). Negash &(2003),
=3l (2007)
Ej = 3 | Taylor & Todd(1995) TAMRITPB 2. 2z
X+ (2009), O|XI==(2007)
ol &2e| = 3 Bitner (1990), 0|’dZf (2009)
DHSOA AE[(Reliability)2 MH|AEEHZ X[Adt= O UM CHAZHX|
AN 5 7tE 529 QQI0|CH AME[H2 ALKE MHAE 25 WS s8HoZ
Ho|EIC o2 MH|A =l BXg B4 dr, st 7|8, AdS5A|7L HE =

7 ALt O] 74 (2013).

S e (Responsiveness)0| 2t TZHS =1 ZZIH Ol MH|AZE H B8t = XS
UotCt O] A2 1ol g+, HE, 28 22X §2 A Elﬁ% Z=9|(attentiveness)2t
9

L 270 SA| SH,
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MESH MH[A HE. SEES =2 Z&E0 oict tfE, HMsiZAS st=0d 7|t2l=
AZte 2 D Mo A HEECHO|FA, 2013).

O At & (Communication)O| 2 140| Zrof F 7|20, nZoA +|2 H=
LES Yot o= Mu[A0| Ciot 28, MH[A H[E2| 2, _E_X-"-é-HjEd HS2 & &
A Ef(Zeithaml, Parasuraman and Berry, 1985; O| 39X}, 2013).
=222l ARUAHOMZ 222 2td oM FEE MIotes gdlXtet 2 EEE
2ESte AL 2| ¥ AES oA YOIHCE HAOIEE H7H§ SHO] AR}
Atgh AR FEAAE” S et dEE S ARUAOMEE dtn, 2zetel
FEMEo Mol HEjot= CHE EFZ 7IX |1 S?;'\Ef (Tidwell and Walther, 2002).

o= HHZA
1. HE 3o d=d.
M2l 2. A2 Ma|o| Mt Mot ™S N 2SI}, Zeithamal Parasuraman and
3. U A[ZE XAHAM MH|AE M St Berry (1985)
1. nZo| olsfed = UEE & BEE M3t
SIPNENS 2. Mol 22|18 == O|-RX{ (2013)
3. 3T APZO|LE SX| AtEE2 A AR Q|AtA SO}
1. DAES9| Q0| MESHA CHESICL TAHH, #FEA (2007)
SEHdE 2. NS0 ZNE MESHA Me|otot. Ol %H (2013)
3. MH|AE A0 HS3HCE
XZE AHE 800l €A &8 A|lA"EZ AEY = UCts BE BEE 20|35t
XNZE F8dojzt EFPAIA-EEZ AFESHH YEFHo| =oifictd = JEE
O|0|$tCH(Lederer, Maupin, Sena, & Zhuang, 2000).
= AFO0A He[d2 80|42 2|0|5tH, “2etQl Cietld MH|AE ALgE [ Hotn
A ALEE = JRUCID Q1A= HEE Fo|otgln, 5 a5 #4942 L2t 24t
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<H# 8> At HZ[Y

& 2HAZ
1,22t okl MB|AE ALESH |0+ 2 8 = 0|t HCH2, 2t & (2016).
2. 22l Tt MB| 20 2HXE 37| 2{2 ZEO0|Ct. gz x+2 (2009)
3. 221010 2 [fEH N MH|AZS 2h= NP0 0|8)8}7| 211 Heksiot 478e, A-dEl (2005)
2 70N R84S 2210l et MH[AE ALBA| RHAIO| st AFS S5 o
P70 #E5ICte H = ez oo, 5d 52 92 th=at 2ot

&5 2EH 2o
12200l S AB|AE off-ine BT 2t el o]t 2B, Y4 (2005)
2. 2210l (HSH# T MHIAS ALS7|0f IS R BotChn M 2Bict LML, Y (2005)
3. 22k0l L8 MH|AE AlZtS Hot o Ert SHE, S E (2016)

Oliver(1981)= DHE2 AH|XtO| M S (fulfillment response) THEHO|2ED SHRACE
CHA| e MZO|LE ME|AQ| AHIZ A & HF7F EH +=F0|2t= TRl Z40|Ct,

5, BEogt 01“ MZOILE ME|AZF Ao StLt 7|LHE SHAR=X[2l F0|Ct
SETSEH0IE 955 ZdXots 1A4F2lo| HE0, UHF2 57 SEO[LE AH20AM
d

Al &= = (feeling) 2 2 Ol 4= QUL (Zeithamal, Parasuraman and Berry, 1985).
2 AFoN nAU=RLE= <220 CHSHE MH|A ALEO| ME HE|Y, R84,

o
, 58 g5 #92 Chsit 2t

r
r

—
MEIAZZEO| Ceh 2HE F§="2 Zolstn

24 ol
Rl ZHHAEHA

1. 2240l CHS S AH| A0 MUK O 2 DI 3ICS

2. 221012 Sof M BE= YHE BEAHLY, a0l olE= (2013)

3. 8t ST0|X| T QHSBICS

Bl = (attitude)= OtAIE{ 7} 2H|AHS O|siot aH[XO|A SekS O|X[7] {5l OfsH5HOf
2 7t St Jigoletn @ = ACKE =, 2011). Bi=s O AREO[IL; CHY,
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C} (Engel & Blackwell, 1996).
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<H 15>0|A 2= HiQt Z0| M
165 H(50%)2 ZALE| S
10 7H O|Mo =2, ESH SHil sk

O m

| SEXF 330 H & 83 Ikh Zasag T H|CHE W &
2 'E. Xt 83 H(50.3%), 0K} 82(49.7%)0|11, ME2
4 19 H(%), 2 8HA 53 H(%), 3SHA 47 H(2%),
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flo
=T
JOI-

C

<H 15>3HAte| 8tH EH: & 1kh Zasag =3 M CHst

= HIE H| &
Nd =R 83 50.3
Of Xt 82 49.7
g™ s 52 315
kS =¥, 2EedE 33 20
M NREEES |19 11.5
2| A =t at 15 9.09
RESEeIEaES, 10 6.06
HaNS 10 6.06
dHES 5.45
A=ISH S 4.24
Atz SRS 3.03
FoiE 2 5 3.03
14 19 11.5
St 25t 53 321
3 gt 47 28.5
4 st 46 27.9

(HH SEA: 165 B)
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<H 17> BMH 20 2M 9l ME|E 24 & kh Zasag = At stn
M
o

Cl EELE Cumulative
Qo Ja= [ 1 2 3 4 5 om | opojz gt | Eelained
Variance
SQ1 282 452 | -.005 | -.004 | .582
SQ2 145 125 315 160 | .760
SQ3 034 186 370 053 | .766
SQ SQ5 286 324 598 | 205 | .011 815 6.019 37618
SQ6 062 344 598 | -.041 | 147
sQ7 172 .049 805 106 | 212
SQ8 | -.034 072 731 077 | 292
Syql 704 292 156 198 | 142
Syq Syq2 951 105 .097 092 | .090 899 1878 49.357
Syq6 947 101 .097 082 | .099
ST1 172 146 147 930 | .054
ST ST2 121 186 .068 932 | 107 947 1516 58.829
AT AT3 079 687 114 306 | .192
RU RU1 165 783 .031 061 | .308 788 1222 66.467
RU2 152 733 314 068 | .075
RU3 143 588 406 A72 | 012

2ol Q2 0|2t 7|E2| O|20|Lt AYXQl a7t Aut=SH &4 0] &
=0 2ot AFE X|AO|L} O|2X ZutE 7tA| 1 L

of HHOICH FE/ME HeFdo 2[H MEf fFE
HI}SIRACE GFI(Goodness of Fit Index: 0.9 > O|AH0| HFE AT, AGFI(Adjusted
Goodness of fit Index : 0.9>0|2+0| HtZH&lBH RMR(Root Mean Square Residual: 0.05
<O| HtEZ&EH), NF(Normed Fit Index: 0.9>0|40| Hi&t&|B}), CFl(Comparative Fit

Index:0.9> O|¢0| HE X)) S= 0[E3IRALt.
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<H 19> oA 24 A1) 3= kh Zasag 3 AL et
Constructs SERQ1 SERQ2 Syq ST ATRU
SERQ1 702
SERQ2 -.799 663
Syq -.029 -.047 872
ST .000 .000 -.025 948
ATRU 027 -.044 .083 -.142 701

2 o0 MOt JFMe AXHIMAGHS ARSI HES
== x2=494.040(P=0.000), dF=97, GFI=0.782, AGFI=0.694, RMR=0.116,
NFI=0.810, IFI=0.841, TLI=0.801, CFI=0.840 RMSEA=0.158 &

PSS

Z=31QICH @Elo| MEEEQ|

oz I—IOI-E'— xx' _6|_'7-||

LIEFSECE,
Hd ABZANE <H 20>1 ZCh 222 CHEEoM MH|A FE 12 a40HEQ
=850 AHgE d7de 714 1 0] fo|=F 0.05 A SAXLZE FOIoHK| A2
Ao 2 LIEtLE 7[ZE|RUCE 22t CHstHEoA MHA S2 2 2 104 2HE
=850 AHEgE d78% 714 2 = |§2F=F 005 A SAXLE Folot HAHZ2
O Xl= A2 LIEfLL XHEAE| QUL [MEfA AMH[A S22 3 2 0 R |gols
a2 O0XE2 74 3 2 AHEHZ|QICH 02 Or=2 AH|A 0|8 Ef= 5! THO| 22| =0
Folot gek2 D|X|EE 714 4 2 RHEA | UL
<H 20> A7t 435 85 kh Zasag = A|Cist
e 3 Estimate | SE | Standardized T4t P gt Result
coefficients

HL | MHA EZ 1> 024 0F 130 243 | 073 0.534 0.594 7|2

H2 | MHIA EE 2 > 024 OtF 417 242 | 233 1727 0.084 XH EH

H3 | MHA EE 3 > 04 OF 185 090 |.162 2.060 0.039 XH E4

H4 | 024 0= > B XjO| &9l 303 0445 | 445 5.645 0.000 XH el
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ME A EH}5} Cumulative
aol  |g= | 1 2 3 4 5 otm | ofojzl gt | Exwlained
Variance

SQ1l | .367 -.027 273 038 .654

Az SQ2 |.101 318 155 223 .740
SQ3 | .149 375 .040 121 757

SQ5 | .309 .636 | 288 257 .068 834 7.193 42313
O[AIA~E | SQ6 | .408 .624 | 052 034 .059

SEd SQ7 | .067 .833 177 .065 226
SQ8 | .064 740 | 057 220 315

Syql | 267 |.129 |.782 |.153 |.139

ArEHEeE|ld | Syq2 | 134 .100 .871 128 038 806 1.583 51.622
Syg3 | .128 231 .663 | 223 312
ST1 | .312 .096 -004 |.755 | .261

oHE ST2 | .103 190 232 788 | .102 784 1.276 59.128

ST3 | .293 136 .290 715 .025

B AT3 | .692 |.167 219 365 285
Xo|&2el= | RUL | .815 064 248 200 241 871 1.073 65.442
RU2 |.810 | .213 .098 151 118
RU3 |.604 | 333 191 264 067

5.4.1. XA 3o oot

oY
o

2 P S EHAO[2] O|2H QI HiZo| =[x E 2 olY

UL TG HE=F o X HEi O FE =20I5tr| Qs Mg E BIHSHRICEH
GFI(Goodness of Fit Index: 0.9 > O|&0| HFE&EH, AGFI(Adjusted Goodness of fit
Index : 0.9>0|A0| HZ X, RMR(Root Mean Square Residual: 0.05 <O| HtgtZlsh),
NFI(Normed Fit Index: 0.9>0| 20| HFZH&ISh, CFl(Comparative Fit Index:0.9> 0[&0|

HIEf A g S& Ol8stRALY.
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Constructs SERQ1 SERQ2 Syq ST ATRU
SERQ1 0.715

SERQ2 -722 0.716

Syq -111 -.099 0.742

ST .009 .008 -171 0.794

ATRU -.066 -.059 120 -673 0.741

= oM HMotot 7Hd 2 ARMFHA DY S AESH0 ASSHRCE EEe| ™EHEQl
Motz X|E x2=231.64(P=0.000), dF=112, GFI=0.860, AGFI=0.809, RMR=0.050
N
_Jlk_

FI=0.843, IFI=0.913, TLI=0.892, CFI=0.911 RMSEA=0.081 52 FX2YHO| Mot
8470l 2gEcD 2 4 YUct

<E 24> ATIHY A o2 24Tstn

4 845 Estimate | SE | Standardized T Pt Result
coefficients
H1 | MHASE1-> 0 0tF 0.256 124 | 267 2.070 0.038 Xif &4
H2 | MHA S22 -> 02 0tF 0.183 120 | .191 1.520 0.128 712t
H3 | MHA 82 3-> 04 0= 0397 095 | 453 4157 0.000 Xif &4
H4 | 028 BF= > B, Z{O[82l= 1.034 135 | .806 7.635 0.000 XHf A

=otQl et AHOM ME|A FE2 1 2 D4R 38X = D[Et= 7t4
12 7ol+= 0050A SAHLZ FolSHA LIEFLE XHE{ | ACE 22+l Tt F oM
ME|A 2 22 D4R SYHQ s D= 7tE 22 Fe+F 0.05 0l
SAHLRE ROISHA| ¥2 A2 =2 LIEIL} 7|4 QI M2t ME|A 52 32 04
UEC0 s8HY Feds 01TCHE 7hd 3 2 MEEJACE 02 THR2 MH|A 0]F
Ei= X AO|E2 =0 S8AQ debs DlEtt= 7Hd 4 = MEE ATt
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= ATOIAM HMAIS <

MH2 BEE 2HFE

5.5 28 [ZIU ChStmet 32 SMTHSt @Ol @ A7}
a8 7> A7 ZHOM A2
of AR AHF EAoA

It S HAISHRALY

-
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S o

m

=22l M

HIAF

PN |
=

<zl 7>
<HE 25> OIF7HE HS
M4 85 Estimate | SE | Standardized | T %} | P 4t | Result
coefficients

3= | Hl | MH2 EF1-> 024 orx 130 243 | 073 0534 | 594 | 7|
H2 | MHA & 2 -> 0 b= 417 242 | 233 1727 | .084 | A4
H3 | MH[A~ 233 -> O B 185 090 | .162 2060 |.039 | XfEH
H4 | 124 BH= > B Z{O|&2= | 303 445 | 445 5645 | .000 | XHEH
St= | H1 | MHI2 ZX 1> 07 0F 0256 | 124 | 267 2070 | .038 | A
H2 | MHA & 2 -> 0 0bx 0.183 120 | .191 1520 |.128 | 7|Z
H3 | MH[A~ 233 -> O B 0.397 095 | 453 4157 | .000 | XHEH
H4 | 028 3= > EiE X§O| 82| | 1.034 135 | .806 7635 |.000 | XHEH

3= IZIU tfetuet ot= SAOis ol Hlu AFIME AFZ0= <HE 25>2F ot

32 IZIU tigtuo| ZR0= =22t2 tigtldFEoN dzld MHAZEHZ2 D40H=0
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